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Tujuan dalam penelitian adalah: (1) Untuk mengetahui faktor kualitas 
pelayanan (tangibles, reliability, responsiveness, assurance, emphaty) 
berpengaruh secara parsial maupun simultan terhadap kepuasan nasabah BMT 
Amanah Ummah kabupaten Sukoharjo. (2) Untuk mengetahui faktor kualitas 
pelayanan yang berpengaruh paling dominan terhadap kepuasan nasabah BMT 
Amanah Ummah kabupaten Sukoharjo. 
Penelitian ini merupakan penelitian survey. Populasi adalah semua 
nasabah BMT Amanah Ummah kabupaten Sukoharjo. Sampel berjumlah 100 
responden dengan teknik convenience sampling. Metode analisis data 
menggunakan: (1) Uji Instrumen Penelitian, yaitu Uji Validitas dan Uji 
Reliabilitas, (2) Uji Asumsi Klasik, yaitu Uji Normalitas, Uji Multikolinieritas 
dan Uji Heteroskedastisitas, (3) Uji Hipotesis, yaitu Uji Regresi Linier Berganda, 
Uji t, Uji F dan Uji Koefisien Determinasi.  
Hasil analisis data penelitian menunjukkan bahwa: (1) Uji Instrumen 
Penelitian, semua kuesioner dinyatakan valid dan reliabel. (2) Uji Asumsi Klasik, 
tidak terjadi kesalahan dalam asumsi klasik. (3) Uji Hipotesis, diperoleh hasil: (a) 
Uji t menunjukkan secara individu bukti fisik, kehandalan, daya tanggap, jaminan 
dan kepedulian berpengaruh signifikan terhadap kepuasan nasabah. (b) Uji F 
menunjukkan secara bersama-sama bukti fisik, kehandalan, daya tanggap, 
jaminan dan kepedulian berpengaruh signifikan terhadap kepuasan nasabah. (c) 
Uji Regresi Linier Berganda variabel kepedulian merupakan variabel yang nilai 
standardized coefficient paling besar, hasil ini menunjukkan bahwa variabel 
kepedulian merupakan variabel yang paling besar mempengaruhi kepuasan 
nasabah. (d) Uji Koefisien Determinasi mempunyai nilai R2 yang cukup besar, 
hasil ini menunjukkan kualitas pelayanan mampu menerangkan variabel kepuasan 
nasabah cukup besar. 
 
Kata Kunci: Kualitas pelayanan (wujud fisik, kehandalan, daya tanggap, jaminan, 








Interest in the study are: (1) To determine the factors of service quality (tangibles, 
reliability, responsiveness, assurance, empathy) partially and simultaneously 
influence on customer satisfaction BMT Amanah Ummah Sukoharjo district. (2) 
To determine the factors that influence the quality of service of the most dominant 
on customer satisfaction BMT Amanah Ummah Sukoharjo district. 
This research is a survey. The population is all customers BMT Amanah Ummah 
Sukoharjo district. Sample of 100 respondents with convenience sampling 
technique. The data analysis method used: (1) Test Instruments Research, namely 
Test Validity and Test Reliability, (2) Classical Assumption Test, ie Normality 
Test, Test Multicolinearity and Test Heteroskidastity, (3) Hypothesis, namely Test 
Regression Test, t , Test F and Test coefficient of Determination. 
The results of data analysis showed that: (1) Test Instruments Research, all 
declared valid and reliable questionnaire. (2) Classical Assumption Test, no error 
occurs in the classical assumptions. (3) Test the hypothesis, the results obtained: 
(a) individual t test showed physical evidence, reliability, responsiveness, 
assurance and concern a significant effect on customer satisfaction. (B) Test F 
shows together physical evidence, reliability, responsiveness, assurance and 
concern a significant effect on customer satisfaction. (C) Multiple Linear 
Regression Testing concern variable is the variable that most large standardized 
coefficient, these results suggest that the variables of concern is the variable that 
most affect customer satisfaction. (D) Test Coefficient of Determination R2 has a 
value large enough, these results demonstrate the quality of service is able to 
explain the variable large enough customer satisfaction. 
Keywords: Quality of care (physical form, reliability, responsiveness, assurance, 
awareness), customer satisfaction 
 
 
 
